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Programme Module for 

Reception Skills
leading to 

Level 4 QQI  

Reception Skills 4N1867

Introduction
This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 4 QQI Certificate. 

The teacher/tutor should familiarise themselves with the information contained in Laois and Offaly ETB’s programme descriptor for the relevant validated programme prior to delivering this programme module.

The programme module is structured as follows:

	1. Title of Programme Module

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component

	5. Status

	6. Special Requirements

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment

a. Assessment Technique(s)

b. Mapping of Learning Outcomes to Assessment Technique(s)

c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria


Integrated Delivery and Assessment

The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop language, literacy and numeracy skills relevant to the themes and content of the module. 

Likewise the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 4 Communications and level 4 Mathematics modules with that of other level 4 modules is specifically encouraged. 

Structured communication and teamwork is encouraged between the teacher/tutor delivering this programme module and the language, literacy, numeracy and learning support teacher/tutor, as appropriate, to facilitate the learner in completing the programme module and achieving certification in the award.

Indicative Content
The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.

1. Title of Programme Module

Reception Skills

2. Component Name and Code 

Reception Skills 4N1867


3. Duration in Hours

100 Hours (typical learner effort, to include both directed and self directed learning)


4. Credit Value

10 Credits


5. Status

This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure


6. Special Requirements

None

7. Aim of the Programme Module

This programme module aims to ensure that the learner is equipped with the knowledge, skill and competence to work in a reception area or front office environment under supervision, or progress to further education or training.

8. Objectives of the Programme Module

· To enable the learner to differentiate between various business organisations, structures and market environments.

· To aid the learner in the exploration and development of the skills, functions and responsibilities needed by an office receptionist or a front office representative in line with relevant current legislation.

· To facilitate the development of the learner’s skills and competencies that are necessary to interact appropriately with the business community to include using a range of office equipment and technology. 

· To assist the learner to develop the language, literacy and numeracy skills related to Reception Skills through the medium of the module themes and content
· To enable the learner to take responsibility for his/her own learning.

9. Learning Outcomes of Level 4 QQI Reception Skills 4N1867
Learners will be able to:

1. Identify types of business organisations and the market environments in which they operate.
2. Identify the skills, functions and responsibilities required by a receptionist or a front office representative.
3. Outline department structures, key roles, and products or services for a specific organisation.
4. Describe sources of information and the internal and external information flow process in an organisation.
5. Outline current legislation governing health and safety at work including security and emergency procedures for a specific organisation.
6. Interact in an appropriate manner in person and electronically with staff and clients in a range of situations.
7. Operate a range of equipment and technology including telephone, computerised data entry system, electronic mail, electronic diary, reproduction equipment and postal automation equipment.
8. Perform a range of routine reception or front office administrative duties in familiar and unfamiliar circumstances including filing of business documents manually or electronically, inputting information electronically, organising visitors' waiting area, making reservations, and dealing with incoming and outgoing postal dispatches and courier services.
9. Maintain an up-to-date information centre including sourcing, extracting and disseminating information appropriately using a range of media.
10. Maintain an organised, tidy, efficient and pleasant working environment and professional appearance.
11. Respond to work situations by making decisions efficiently.  Apply safe working practices including care of office equipment and reception or front office environment.
10. Indicative Content 

This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.

Section 1: General Reception Skills Information


Facilitate the learner to identify and describe key reception skills information, to include:

· Various types of business organisations, for example, sole trader, partnership, private limited company (Ltd), franchise, public limited company (plc), transnational company, state enterprise, cooperative

· Market environments, to include micro and macro environments, for example,

· The significance of customers, suppliers and competition on an organisation

· The role of company departments 

· Changing demographics

· Globalisation factors, for example, outsourcing of organisation processes to other countries

· Economic factors, for example, impact of a recession on an organisation, lack of disposable income, unemployment  

· Technological factors, for example, the development of new technology

· Cultural environment, for example, factors that affect society’s basic values, perceptions, preferences and behaviours

· Departmental structures, for example, flat, tall, hierarchical, functional, virtual, matrix 

· The roles, products and/or services for a particular organisation  

· Methods of obtaining information, for example, Internet, books, journals, intranet, extranet 

· The internal communication channels, to include, downward, upward and horizontal communication 

· The external communication that takes place between an organisation and other parties, for example, customers, suppliers, general public
Section 2: Legislation

Facilitate the learner to outline the basic rights and responsibilities of employers and employees in a reception area or front office environment, to include:

· Health, safety and welfare at work rights and responsibilities to include current legislation governing the safety, health and welfare at work within a particular organisation

· Emergency evacuation procedures, for example, the responsibilities of a fire officer and the procedures for carrying out fire and emergency drills within a specific organisation

· Rights and responsibilities for securing data held by a specific organisation, to include, relevant data protection legislation 

· Security issues to be considered by a specific organisation, for example, signing in/out register, alarm systems, panic button, CCTV

Section 3: Skills and competencies needed by a receptionist or a front office representative

Facilitate the learner to identify and display competence in the office environment, to include:

· Listing the necessary skills bases, for example, communication skills both verbal, non verbal and written, interpersonal skills, language and listening skills

· Identifying the functions of a receptionist or a front office representative, for example, note taking, disseminating information, handling mail/courier services, handling money, record keeping

· Stating the responsibilities of a receptionist or a front office representative, for example, maintaining a safe, pleasant and an organised reception area, time keeping, presentation and confidentiality 

· Communicating appropriately in person with both colleagues and clients in a variety of scenarios, for example, giving directions, accurately disseminating information to the correct person, being polite and professional, dealing with complaints 

· Electronically communicating appropriately with both colleagues and clients in a variety of scenarios, for example, corporate email, faxing relevant information, operating a switchboard/pager system

· Operating a range of equipment and technological devices needed in a reception or front office area, to include: 

· Telephone, for example, switchboards

· Computerised data entry systems, for example, screen data entry forms

· Reproduction equipment, for example, photocopier, fax machine, scanner, printer

· Electronic mail facilities
· Electronic diary

· Postal automation equipment, for example, franking machine.  

Other examples include: cash register (if appropriate); electronic/manual safe (if appropriate); and intranet and extranet facilities (if appropriate)

· Undertaking the routine duties associated within a reception or a front office environment, to include: 

· Manually filing relevant documents
· Electronically filing relevant documents

· Electronically inputting information
· Maintaining a safe, tidy, pleasant, efficient and an organised reception area/visitors’ waiting area

· Making reservations either online or via telephone
· Handling mail/courier services

· Carrying out duties not routinely associated with the daily duties of a receptionist or a front office representative, for example, dealing with complaints or other unfamiliar situations within a specific organisation

· Maintaining an up-to-date information centre by obtaining, extracting and passing on/displaying relevant information within an organisation using different media platforms, for example, notice boards, display stands, updating an organisation’s literature

· Upholding standards through wearing the appropriate attire and being suitably groomed 

· Applying appropriate decision making skills where necessary, for example, handling of cold calling, screening calls, contacting security, managing unscheduled visitors

· Adhering to safe work practices within an organisation, for example, not leaving the reception or front office area unattended, ensuring that the smoking ban is adhered to in the reception or front office area, upholding confidentiality

·  Using office equipment in accordance with the manufacturers’ instructions

· Appropriately maintaining office equipment, for example, updating anti-virus software on computers
11.     Assessment

11a.   Assessment Techniques

Portfolio/Collection of Work 
40%

Skills Demonstration

60%
11b.  Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is facilitated to demonstrate the achievement of all learning outcomes from the component specification; each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment.
	Learning Outcome
	Assessment Technique

	1. Identify types of business organisations and the market environments in which they operate
	Portfolio/

Collection of work

	2. Identify the skills, functions and responsibilities required by a receptionist or a front office representative
	Portfolio/ Collection of work

	3. Outline department structures, key roles, and products or services for a specific organisation
	Portfolio/ Collection of work

	4. Describe sources of information and the internal and external information flow process in an organisation
	Portfolio/ Collection of work

	5. Outline current legislation governing health and safety at work including security and emergency procedures for a specific organisation
	Portfolio/ Collection of work

	6. Interact in an appropriate manner in person and electronically with staff and clients in a range of situations
	Skills Demonstration

	7. Operate a range of equipment and technology including telephone, computerised data entry system, electronic mail, electronic diary, reproduction equipment and postal automation equipment
	Skills Demonstration

	8. Perform a range of routine reception or front office administrative duties in familiar and unfamiliar circumstances including filing of business documents manually or electronically, inputting information electronically, organising visitors’ waiting area, making reservations, and dealing with incoming and outgoing postal dispatches and courier services
	Skills Demonstration

	9. Maintain an up-to-date information centre including sourcing, extracting and disseminating information appropriately using a range of media
	Skills Demonstration

	10. Maintain an organised, tidy, efficient and pleasant working environment and professional appearance
	Skills Demonstration

	11. Respond to work situations by making decisions efficiently.  Apply safe working practices including care of office equipment and reception or front office environment.

	Skills Demonstration


11c.   Guidelines for Assessment Activities

The assessor is required to devise assessment briefs and marking schemes for the Portfolio/Collection of Work and Skills Demonstration.  In devising the assessment briefs, care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. 
Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.

	Portfolio/Collection of Work
	40%

	
The Portfolio/Collection of Work may be produced throughout the duration of this programme module.


	
The learner will compile a Portfolio/Collection of Work to include evidence that demonstrates the following:

Evidence of general reception skills information, appropriate legislation and the skills/competencies needed by a receptionist or a front office representative, to include:

General reception skills information (Section 1):

· Identification of a minimum of 4 different types of business organisations
· Naming the market environments in which business organisations operate and stating the impact that these environments have on a minimum of 2 organisations
· Outlining the department structure, key roles, and products or services offered by a chosen organisation
· Describing how a chosen organisation obtains various sources of information 
· Identifying the internal and external information flow processes in a chosen organisation
Legislation (Section 2):
· Outlining a minimum of 2 pieces of current and appropriate legislation governing the job of a receptionist or a front office representative for a chosen organisation
· Stating a minimum of 4 relevant security and emergency procedures for a chosen organisation

Skills and competencies needed by a receptionist or a front office representative (Section 3):

· Listing a minimum of 8 skills required by a receptionist or a front office representative in a chosen organisation
· Stating a minimum of 4 functions of a receptionist or a front office representative in a chosen organisation

· Identifying a minimum of 4 responsibilities of a receptionist or a front office representative in a chosen organisation

Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these. Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an assessment brief.

	Skills Demonstration
	60%

	Skills Demonstrations may be produced throughout the duration of this programme module.

	The learner will undertake a number of skills demonstrations (to take place in either a live environment or in a simulated environment) to provide evidence of the following: 

Interaction with colleagues/clients
· Appropriate personal interaction with a colleague/client in a minimum of 2 different scenarios

· Appropriate electronic interaction with a colleague/client in a minimum of 2 different scenarios 

Operating office equipment safely
· Operate a minimum of 6 different pieces of office equipment and/or technology including:
· Telephone

· Computerised data entry system

· Electronic mail

· Electronic diary
· Reproduction equipment  
· Postal automation equipment

· Demonstrate ability to apply safe working practices while using the equipment and technology in a reception or front office environment 
Performing duties

· Perform a minimum of 5 routine reception or front office administrative duties in familiar and unfamiliar circumstances which must include:
· Filing of business documents manually or electronically
· Inputting information electronically
· Organising visitors’ waiting area
· Making reservations 
· Dealing with incoming and outgoing postal dispatches and courier services

Maintaining the reception or front office environment

· Maintain an up-to-date information centre which must involve:
· Sourcing
· Extracting 
· Disseminating information appropriately.  This must be undertaken using a minimum of 2 different media.

· Professionally maintaining a working environment which is:
· Organised 
· Tidy

· Efficient 
· Pleasant
Decision making skills

· Responding to 2 different work scenarios demonstrating the ability to make appropriate decisions.  
Evidence for this assessment technique may take the form of written, oral, audio, visual or digital evidence, or any combination of these. Any audio, video or digital evidence must be provided in a suitable format.

All instructions for the learner must be clearly outlined in an assessment brief.



12. Grading

Distinction: 
80% - 100% 

Merit:

65% - 79%

Pass: 

50% - 64%

Unsuccessful:
0% - 49%

At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards.

	Reception Skills 
4N1867
	Learner Marking Sheet

Portfolio/Collection of Work 40%



Learner’s Name: ________________________________

	Assessment Criteria
	Maximum Mark
	Learner Mark

	General reception skills information (Section 1)
· A minimum of 4 different types of business organisations are identified (4 marks)
· The market environments in which business organisations operate are identified and the impact that these environments have on a minimum of 2 organisations is stated (4 marks)
· The department structure, key roles, and products or services offered by a chosen organisation are identified (4 marks)
· The methods of obtaining various sources of information for a chosen organisation are identified (4 marks)
· The internal and external information flow processes in a chosen organisation are listed (4 marks)
	20
	

	Legislation (Section 2):
· A minimum of 2 pieces of current and appropriate legislation governing the job of a receptionist or a front office representative for a chosen organisation are outlined (4 marks)

· A minimum of 4 relevant security and emergency procedures for a chosen organisation are identified (4 marks)
	8
	

	Skills and competencies needed by a reception or a front office representative (Section 3): 
· A minimum of 8 skills required by a receptionist or a front office representative in a chosen organisation are listed (4 marks)
· A minimum of 4 functions of a receptionist or a front office representative in a chosen organisation are listed (4 marks)
· A minimum of 4 responsibilities of a receptionist or a front office representative in a chosen organisation are stated (4 marks)
	12
	

	Total Marks
	40
	



NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................
	Reception Skills
4N1867
	Learner Marking Sheet

Skills Demonstration 60%


Learner’s Name: ________________________________

	Assessment Criteria
	MaximumMark
	Learner Mark

	
Interaction with colleagues/clients
· Appropriate personal interaction with a colleague/client in a minimum of 2 different scenarios 

(10 marks)

· Appropriate electronic interaction with a colleague/client in a minimum of 2 different scenarios
(10 marks)

	20
	

	
Operating office equipment safely

· Operate a minimum of 6 different pieces of office equipment and/or technology including:
· Telephone

· Computerised data entry system

· Electronic mail

· Electronic diary

· Reproduction equipment and 

· Postal automation equipment 

(6 marks)

· Demonstrate ability to apply safe working practices while using the equipment and technology in a reception or front office environment 
(4 marks)

	10
	

	
Performing duties

· Perform a minimum of 5 routine reception or front office administrative duties in familiar and unfamiliar circumstances which must include:
· Filing of business documents manually or electronically

· Inputting information electronically

· Organising visitors’ waiting area

· Making reservations 
· Dealing with incoming and outgoing postal dispatches and courier services
(10 marks)

	10

	

	
Maintaining the reception or front office environment

· Maintain an up-to-date information centre which must involve: 
· Sourcing

· Extracting 

· Disseminating 
information appropriately.  This must be undertaken using a minimum of 2 different media.
(6 marks)

· Professionally maintaining a working environment which is:
· Organised 

· Tidy

· Efficient 

· Pleasant 

(4 marks)


	10
	

	
Decision Making Skills

· Responding to 2 different work scenarios demonstrating the ability to make appropriate decisions 
(10 marks)


	10
	

	Total Marks
	60
	


NO ROUNDING OF MARKS

The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator's Signature: ............................................................   Date: ...............................
Doc No: 4N1131-02
Effective Date: 1st September 2020
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